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Abstract
Blended learning is widely used in higher education institutions. Many studies have discovered the strengths and potential of
blended learning approach in learning, but there is lack of research in examining the quality of the system used for blended 
learning. How far does the system quality influence the students’ learning and how far does the quality of the system help in
promoting blended learning in higher education institutions? There is scarcity of research in examining the students’ learning
satisfaction with system quality of a system. Therefore, this study intends to examine the relationship of learning satisfaction
with system quality of the blended learning system used in UiTM. A total of 382 students participated in this study. Data was
analyzed using the Statistical Package for Social Science (SPSS). The results revealed that there is relationship between
learning satisfaction and system quality of the blended learning system. Implications and recommendations of the study are
also discussed in this paper.
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1. Introduction
A few decades ago, process of teaching and learning in universities mainly involved face-to-face method.
Students shared knowledge, resources and information through face-to-face discussion. Since time revolves,
scientists have started to think out of the box to invent something that can help people to improve their daily lives
and this is where information and communication technology (ICT) comes in. When the ICT was widely applied,
educational field was reformed. To date, there is one learning approach that blends traditional and online learning
that are use in most higher education which is called blended learning.
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Blended learning is a blend of face-to-face classroom instruction with online learning. According to Wu 
et.al (2008), it is a promising alternative in learning and has been proven to be most dynamic learning system 
(Farahiza, 2010). Teaching and learning activities through blended learning are delivered via synchronous and 
asynchronous formats. Blended learning offers educators and learners experience and excitement from physical 
classroom formats such as handouts, labs, books, lectures and flexibility and convenience in integration of 
telecommunication technologies like Internet, computer and mobile phones.  
Blended learning is taught through a system called Learning Management System (LMS) by educators in 
higher education institutions. Each university has their own LMS system to be used for their blended learning. 
For instance, University Kuala Lumpur uses UniKL eLearning portal (University Kuala Lumpur, 2012), 
Management and Science University (MSU) uses KLAS eLearning system (Management and Science University, 
2012), and University Science Malaysia (USM) uses eLearning portal for their blended learning (University 
Science Malaysia, 2012). With the help of LMS, blended learning are able to be conducted. 
However, the questions remain. To what extent can the system provide learning satisfaction to the 
students? (2) How can a system help to satisfy user learning satisfaction? (3) On what basis can the system 
produce good system for users to use for their blended learning? To answer all these questions, first we need to 
look at the learning satisfaction and quality of the system used for blended learning. According to Ruey-Ming et. 
al (2006), learning satisfaction involves internal senses of human being. It involves feelings or attitude towards 
an object. For quality of a system, it involves system’s reliability, usability, user’s adaptability towards the 
system (Seddon, & Kiew, 1996). Therefore, to satisfy students’ learning satisfaction in blended learning, a good 
system quality is a must.  
2. Literature Review 
System quality is concerned with errors in the system, the consistency of the user interface, the response 
rates of the system, ease of use, quality documentation as well as the maintainability of the program code 
(Seddon, 1997). On the other hand, Xioni, Kellie & Robert (2000), in their study stated that presentation, 
navigation, information support and service can also be part of the system quality constructs. Presentation of 
information is concerned about displaying, or even the act of presenting something over a webpage or a portal 
(Encyclopedia.com, 2012). Presenting or displaying something over a webpage should consider the amount of 
information displayed, colors, good graphics, where information was located, not annoying or distracting, and the 
way of the presentation of information is interesting and attractive (Xiaoni, Kellie & Robert, 2000). Navigation is 
concerned about links or called hyperlinks that navigate one page to another on the same webpage or portal or to 
another site (Encyclopedia.com, 2012). Good website navigation provides non broken links to another webpage 
or portal and contains informative description about where the link is heading to. Hlynka and Welsh (1996) have 
listed the criteria of an interactive webpage or portal which include the functionality of the system, relevance of 
hyperlinks and the quantity of information as being an important criterion of an effective homepage. Study 
conducted by Wei-Chou and Hung-Liu (2005) revealed that more positive learning climate was reported in 
blended learning compared to traditional learning environment. To determine the level of satisfaction, Wei-Chou 
and Hung-Liu (2005) found that perceived usefulness and expectation is the key in blended learning 
environment. If the user had a lower expectation and received better performance using the e-learning system, the 
effect is higher satisfaction. Higher satisfaction of system use for blended learning causes higher learning 
satisfaction and may improve continuance in using the system.  
For system quality construct, previous study has determined the effect of perceived quality on learning 
satisfaction from three areas of dimensions which includes information quality, service quality and system 
quality. Information quality is concerned with timeliness, accuracy and relevancy of data constructed by an 
information system (McKinney et. al, 2002). Chae and Kim (2001) introduced a model of information quality in 
order to discover the crucial dimension of information quality in increasing learning satisfaction. Results 
indicated that information quality had significant effects on user satisfaction. Seddon and Kiew (1996) partially 
tested DeLone and McLean’s model of success and found that, there was a strong evidence for the relationship 
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between information quality and user satisfaction in learning. The study showed that there is a positive 
relationship between information quality and user satisfaction. In another study conducted by Seddon and Kiew 
(1997), the study also revealed that system quality positively affects user satisfaction. Rai et. al (2002) showed a 
significant path was also found in system quality towards user satisfaction.  
Gender and age of the online learning users has interested many researchers since the early 1980s and have 
been investigated in education literature. Some studies showed that men’s behavioral intention of getting into 
involvement of e-learning were higher than women (Durndell &Thomson, 1997; Whitely, 1997). In Enoch and 
Soker (2006) study, there has been an increase usage of the use in web based learning in both male and female 
students. However, there is a significant difference between these two genders. It is said that male students were 
more likely to use web based learning rather than female. However, some studies revealed there is no significant 
difference in gender. For instance, in a study conducted by Zhang (2005), the result revealed that gender was not 
a significant factor in online learning and study by Davis and Davis (2007) showed that no significant difference 
was found based on gender in their study. Dyck and Smither (1994) found that gender differences in age were 
caused by other factors rather than age. It involves the acceptance towards the ICT in their life and many studies 
showed that gender differences in attitudes and behavior are relatively small at younger ages (Hattie & Fitgerald, 
1987; Kirkpatrick & Cuban, 1998; McCormick & McCormick, 1991). A study was conducted in a university by 
Collis & Williams (1987) and the result showed that there is no gender difference by age of students. 
Nevertheless, Ong and Lai (2006) suggested that researchers should look into genders as a contribution factor in 
the development and testing of e-learning theories. They found that women were easily influenced by their 
perceptions in the learning. Thus, gender and age is another considerate factor in online learning environment. 
Details of survey on gender, such as gender in different age will present more information about the 
characteristics of males and females in the environment.  
3. Objectives of the Study 
The objectives of this study are: (1) to examine the students’ learning satisfaction towards system quality of 
LMS in i-Learn system (2) to examine the relationship between students’ learning satisfaction and its variables 
towards the system quality of LMS (3) To examine the relationship between learning satisfaction according to 
gender and age among the students in UiTM. 
4. Methodology 
This study examines the student level of learning satisfaction and perception in using i-Learn blended 
learning system. Questionnaires were used as the main instruments of this study to determine the student’s 
learning satisfaction in using blended learning approach in their learning processes, as well as to determine the 
students’ satisfaction towards the system quality of UiTM’s blended learning portal. The quantitative data were 
obtained through questionnaires. The sample of this study was undergraduate UiTM students who took Principle 
Marketing (MKT 420) subject for two semesters. A total of 382 students responded to the questionnaire. The 
respondents were mostly female (286 students or 74.9 percent) and only 96 (25.1%) males students. A pilot test 
was conducted to test the validity of the instrument. One language expert and three content experts were involved 
in the testing of validity. An iterative personal interview process with the domain experts from blended learning 
IT department in i-Learn centre and language expertise was conducted to verify the instrument and to confirm the 
content and language validity. A reliability test was also conducted and thus the Cronbach Alpha was 0.966. This 
instrument consists of 25 items. The constructs for Learning Satisfaction were adapted from Wei-Chou & Hung-
Liu (2005) and the constructs for System Quality were adapted from Xiaoni et.al (2000) and Joseph et.al (2000), 
which comprises of Presentation, Navigation, Information and Support and Services. They are measured via a 7 
point Likert-scale ranging from 1 (strongly disagree) to 7 (strongly agree).Pearson’s Product –Moment 
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Correlation Coefficient (r) was used to measure the strength and direction of the relationship between students’ 
learning satisfaction with system quality. 
5. Findings 
5.1 To examine the students’ satisfaction towards system quality of LMS 
Table 1 displays the mean and standard deviation scores of system quality of LMS. The result indicated that 
respondents were moderately satisfied with the system quality of LMS where the overall mean score is 4.74 and 
standard deviation is 0.97. Further analysis was carried out to determine each of the components of system 
characteristics of the LMS. The finding revealed that presentation (Mean = 4.80, SD = 1.00), navigation (Mean = 
4.65, SD = 1.05), information (Mean = 4.96, SD = 1.08) as well as support and services (Mean = 4.58, SD = 1.11) 
were moderately satisfied by the students in using the i-Learn blended learning management system in UiTM.  
 
   Table 1 .  Students’ Learning Satisfaction towards the System Characteristics of LMS (n=382) 
 
VARIABLES MEAN STD DEVIATION SATISFACTION 
SYSTEM QUALITY 4.74 0.97 Moderate 
a) Presentation 4.80 1.00 Moderate 
b) Navigation 4.65 1.05 Moderate 
c) Information 4.96 1.08 Moderate 
d) Support and Services 4.58 1.11 Moderate 
     Indicator: 1.00-2.99 – Low; 3.00-4.99 – Moderate; 5.00-7.00 – High) 
 
       5.2. To examine the relationship between students’ learning satisfaction and variables in system quality    
 
Table 2 shows there was a positive relationship between learning satisfaction and system quality where r = 
0.707, p = 0.00. From the result, it could be inferred that there is positive relationship between system learning 
satisfaction and system quality 
 
  Table 2 . Effects of system quality towards learning satisfaction (n=382) 
 
 LEARNING SATISFACTION 
 r-value p-value 
SYSTEM QUALITY 0.707 0.00 
 
The result also revealed that there are two variables from system quality that were found influence students’ 
learning satisfaction. Two of the items variable that influenced student’s learning satisfaction were system 
quality namely presentation (t = 4.756, p = 0.000) and information (t = 5.762, p = 0.000). On the other hand, 
navigation (t = -.073, p = 0.942), as well as support and services (t = 1.385, p = 0.167) were excluded since 
these variables do not contribute significantly to the variance of learning satisfaction. Hence, the total amount 
of variance of the criterion variable that was contributed to the learning satisfaction was 52.7%. Therefore, 
approximately 52.7% of the variables from regression model in table 3 contributed to the students’ learning 
satisfaction. 
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 Table 3: Regression analysis of learning satisfaction on items constructs in system quality 
(n=382) 
 
VARIABLES UNSTANDARD 
COEFFICIENTS β 
STANDARD 
COEFFICIENTS β 
t p 
Constant 1.702  10.380 .000 
Presentation .321 .356 4.756 .000 
Navigation -.005 -.006 -.073 .942 
Information .294 .350 5.762 .000 
Support and Service .067 .082 1.385 .167 
F Statistic = 104.815, sig., 0.005 
Adjusted R-Squared = .522 
R Square = .527 
 
 
5.3 To examine the relationship between learning satisfaction according to gender and age among the      
students in UiTM. 
 
Table 4 shows that most of the students (211 students from 382 students) were having high level of learning 
satisfaction. Similarly, females and males show indication of the level of learning satisfaction in the distribution. 
In details, their satisfaction level on the learning show moderate to high. Only a small portion of the students in 
the ages of 21-23 had indicated a low level of satisfaction.  
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   Table 4.  Level of Satisfaction among the different ages between the Gender 
 
Age Level 
 
Gender Total 
Female Male 
lower than 21 
Level of Satisfaction 
moderate 42 9 51 
high 52 7 59 
Total 94 16 110 
21-23 
Level of Satisfaction 
Low 4 3 7 
moderate 67 16 83 
high 89 33 122 
Total 160 52 212 
24-26 
Level of Satisfaction 
Low 1 0 1 
moderate 7 8 15 
high 12 10 22 
Total 20 18 38 
27-29 
Level of Satisfaction 
moderate 4 2 6 
high 3 1 4 
Total 7 3 10 
30 and above 
Level  of Satisfaction 
moderate 3 5 8 
high 2 2 4 
Total 5 7 12 
Total 
Level of Satisfaction 
Low 5 3 8 
moderate 123 40 163 
high 158 53 211 
Total 286 96 382 
 
 
Table 5 shows that the levels of learning satisfaction among the different age category are not differently 
distributed over gender. The results show there is no significant association on gender and age towards the level 
of learning satisfaction at the significant level 0.05. Thus, the distribution of levels of learning satisfaction 
between males and females are more likely to have similar results. 
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Table 5.  Chi-Square Tests 
Age Level 
  
Value df Asymp. Sig. 
(2-sided) 
Exact Sig. 
(2-sided) 
Exact Sig. 
(1-sided) 
lower than 21 
Pearson Chi-Square .736b 1 .391 
  
Continuity Correctionc .344 1 .557 
  
Likelihood Ratio .734 1 .392 
  
Fisher's Exact Test  
  
.427 .278 
N of Valid Cases 110 
    
21-23 
Pearson Chi-Square 2.925d 2 .232 
  
Likelihood Ratio 2.837 2 .242 
  
N of Valid Cases 212 
    
24-26 
Pearson Chi-Square 1.146e 2 .564 
  
Likelihood Ratio 1.530 2 .465 
  
N of Valid Cases 38 
    
27-29 
Pearson Chi-Square .079f 1 .778 
  
Continuity Correctionc .000 1 1.000 
  
Likelihood Ratio .080 1 .777 
  
Fisher's Exact Test 
   
1.000 .667 
N of Valid Cases 10 
 
 
  
30 and above 
Pearson Chi-Square .171g 1 .679 
  
Continuity Correctionc .000 1 1.000 
  
Likelihood Ratio .170 1 .680 
  
Fisher's Exact Test 
   
1.000 .576 
N of Valid Cases 12 
    
Total 
Pearson Chi-Square .681a 2 .711 
  
Likelihood Ratio .626 2 .731 
  
N of Valid Cases 382 
    
a. 1 cells (16.7%) have expected count less than 5. The minimum expected count is 2.01. 
b. 0 cells (0.0%) have expected count less than 5. The minimum expected count is 7.42. 
c. Computed only for a 2x2 table 
d. 1 cells (16.7%) have expected count less than 5. The minimum expected count is 1.72. 
e. 2 cells (33.3%) have expected count less than 5. The minimum expected count is .47. 
f. 4 cells (100.0%) have expected count less than 5. The minimum expected count is 1.20. 
g. 4 cells (100.0%) have expected count less than 5. The minimum expected count is 1.67. 
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6. Discussions and Conclusion 
The study intends to examine the relationship between learning satisfaction and system quality of LMS 
using i-Learn blended learning in UiTM. As a result, the following conclusions were drawn. Firstly; the result 
showed students perceived blended learning system’s quality and its constructs items, namely presentation, 
navigation, information as well as support and services, as moderately satisfied. As stated in the literature, 
previous study has determined the effect of perceived quality on learning satisfaction from three areas of 
dimensions which includes information quality, support and service quality as well as system quality. Seddon and 
Kiew (1996) showed that system quality positively affects user satisfaction. In Rai et. al (2009) study, a 
significant path has also been found in system quality towards user satisfaction. On the other hand, Xioni, Kellie 
& Robert (2000), stated that presentation, navigation, information support and service can also be part of the 
system quality constructs. Seddon and Kiew (1996) had partially tested DeLone and McLean’s model of success 
and found that there was strong evidence for the relationship between information quality and user satisfaction 
and the study showed that there is a positive relationship between information quality and user satisfaction. 
Joseph, Michael and Tomas (2000), indicated that both service quality and service value lead to satisfaction. 
These findings seem to be in line with existing literature, indicating that presentation, navigation, information as 
well as support and services are also part of the constructs that directly affect learning satisfaction.  
Secondly, the result revealed that there is a high relationship between system qualities with learning 
satisfaction. The results obtained are similar to Wu et. al. (2008), Seddon and Kiew (1996) and Rai et. Al. (2009), 
stating that system quality has positive effects, hence a significant path towards learning satisfaction. Regression 
analysis was used to look at the relationship between the levels of satisfaction with the variables in system 
quality. The results showed that presentation and information contributed to the student’s learning satisfaction. 
The result also showed that the regression analysis describes the effect of the explanatory variables acting jointly 
on the level of satisfaction by 52.7%. Therefore, we can conclude that presentation and information in system 
quality contributed to the level of satisfaction. Improvement need to be conducted to the other variables such as 
navigation links as well as support and services since it does not contribute to the learning satisfaction. In this 
way, it can increase the level of quality of the i-Learn LMS as well as students’ learning satisfaction.  
Thirdly, the result revealed that all levels of age shows most of the students were having high level of 
satisfaction. However, a small percentage of students had indicated low level of satisfaction. Perhaps, students 
felt that i-Learn system does not contribute to the learning and they demand for better quality from the system. 
As stated by Wei-Chou and Hung-Liu (2005), perceived usefulness and expectation is the key to achieve high 
learning satisfaction in blended learning. Therefore, system designer should ensure that i-Learn system is useful 
for the students in their study. The result also showed that there is no significant association on gender and age 
towards the level of learning satisfaction; hence the distribution of levels of learning satisfaction between male 
and female are more likely to have similar results. This result is inline with study conducted by Zhang (2005) and 
Davis & Davis (2007), who revealed there is no significant difference in gender and age.  
Overall, the finding showed that there is a high relationship between service quality and student’s 
satisfaction. This study also found a positive relationship between learning satisfaction with i-Learn blended 
learning system. Improvements can still be made so that i-Learn system may contribute to the high positive 
relationship in learning satisfaction. Lastly, the findings indicated there is no significant difference on gender and 
age. Therefore, this implies that gender issues are not a factor that affects the learning satisfaction of students. 
References 
Bigne, E., Moliner, M. A. & Sanchez, J. (2003). Perceived quality and satisfaction in multi service organizations: The case of Spanish public 
services. The Journal of Services Marketing, 17 (4),420-442.  
Chae, M. & Kim, J. (2001). Information Quality for Mobile Internet Service: A Theoretical Model with Empirical Validation. International 
Conference on Information System – ICIS, 5-181.  
Collis, Betty A. & Williams, Richard L.(1987). Cross cultural comparison of gender differences in adolescents’ attitudes towards computers 
and selected school subjects. Journal of Educational Research, 81 (1), 17-27.  
685 Roslina Ahmed Tajuddin et al. /  Procedia - Social and Behavioral Sciences  90 ( 2013 )  677 – 685 
Davis, J. L., & Davis, H. (2007). Perceptions of career and technology and training and development students regarding basic personal 
computer knowledge and skills. College Student Journal, 41(1), 69-79.  
Durndell, A., & Thomson, K. (1997). Gender and computing: A decade of change. Computers and Education, 28(1), 1–9.  
Dyck, Jennier L. & Smither, Janan Al-Awar (1994). Age differences in computer anxiety: The role of computer experience, gender and 
education. Journal of Educational Computing Research, 10 (3), 239-248.  
Encyclopedia.com (2012). Definition of Presentation. Retrieved Jun 11, 2011 from http://www.thefreedictionary.com/presentation  
Encyclopedia.com (2012). Definition of Presentation. Retrieved Jun 11, 2011 from http://www.marketingterms.com/dictionary/navigation/  
Enoch, Y., & Soker, Z. (2006). Age, gender, ethnicity and the digital divide: University students’ use of web-based instruction. Open 
Learning, 21(2), 99-110.  
Farahiza, Z.A. (2010). Blended Learning in Higher Education Institution in Malaysia: Proceedings of Regional Conference on Knowledge 
Integration in ICT 2010, pp.454-466.  
Hattie, John & Fitzgerald, Donald (1987). Sex differences in attitudes, achievement and use of computers. Australian Journal of Education, 
31(1), 3-26.  
Hlynka,D.,&Welsh,J.(1996). What Makes an Effective Home Page? A Critical Analysis. Retrieved from: 
http://www.umanitoba.ca/faculties/education/cmns/aect.html  
Joseph Cronin, J.J., Michael, K.B. & Tomas M, G.H. (2000). Assessing the Effects of Quality, Value and Customer Satisfaction on Consumer 
Behavioral intentions in Service Environments. Journal of Retailing, 76 (2), 193-218, ISSN: 0022-4359.  
Kirkpatrick, Heather & Cuban, Larry (1998). Should be worried? What the research says about gender differences in access, use, attitudes and 
achievement with computers. Education and Computing, 38(4), 56-61. 
Lassar, W. M., Manolis, C., & Winsor, R. D. (2000). Service quality perspectives and satisfaction in private banking, Journal of Service 
Marketing, 14 (3), pp. 244-271.Management and Science University (2012). Retrieved: October 13, 2012, from: 
http://klas.msu.edu.my/login.php  
McCormick, Naomi & McCormick, John (1991). Not for men only: Why so few women major in computer science. College Student Journal, 
25, 345-350.  
McKinney, V., Yoon, K., & Zahedi, F.M. (2002). The measurement of Web-customer satisfaction: An expectation and disconfirmation 
approach. Information System Research, 13(3), 296-315.  
Ong,C.S., & Lai, J.Y. (2006). Gender differences in perceptions and relationships among dominants of e-learning acceptance. Computers in 
Human Behavior, 22, 816–829.  
Rai, H.,Acton, T., Golden, W., & Conboy, K. (2009). Delone and Mc Lean success model as a descriptive tool in evaluating a virtual learning 
environment. Retrieved 13 Jun 
2011,from:http://www2.warwick.ac.uk/fac/soc/wbs/conf/olkc/archive/olkc4/papers/4draijahalonen.pdf  
Ruey-Ming, C., Huey-Hwa, L., Hsien-Hsiang, C., Li-Hsien, L. (2006). Research on Teaching, Learning Satisfaction and Result on Free 
Online Wiki Education Platform of Music Collaborative Composition. The International Journal of Arts Education,125-150.  
Seddon, P.B (1997). A respecification and extensions of the Delone and Mclean model of IS success. Information Systems Research, 8(3), 
240-253.  
Seddon, P.B. and Kiew, M.Y. (1996). A partial test and development of Delone and Mclean’s model of IS success. Australia Journal of 
Information Systems, 4(1), pp 90-104.  
University Kuala Lumpur (2012). Retrieved: October 12, 2012, from: http://elearn.miat.unikl.edu.my/elearn/  
University Science Malaysia (2012). Retrieved: October 12, 2012, from: http://elearning.usm.my/  
Wei-Chou. S. & Hung-Liu, C. (2005). Learning Effectiveness in Web-Based Technology-mediated Virtual Learning Environment: 
Proceedings of the 38th Hawaii International Conference on System Sciences.  
Whitely, B. E. Jr., (1997). Gender differences in computer related attitudes and behavior: A meta-analysis. Computers in Human Behavior, 
13(1), 1–22.  
Wu, J.H., Hsia, T,L., Liao, Y.W., Tennyson, R.D. (2008). What determinates student learning satisfaction in a blended e-learning system 
environment? Retrieved Jun 15, 2011, from http://aisel.aisnet.org/pacis2008/149/  
Xiaoni, Z., Kellie, B.K., & Robert, J.P (2000). Information Quality of Commercial Web Site Home Pages: An Explorative Analysis. 
Retrieved July 1, 2011 from: http://aisel.aisnet.org/icis2000/16/  
Zhang, Y. (2005). Distance learning receptivity: Are they ready yet? Quarterly Review of Distance Education. 6(1), 45-55. 
